Background/Objectives: In this study, we checked whether emotional labor, which is a steadily increasing type of labor in this competitive society, affects the emotional dissonance of face-to-face service employees.
Introduction
It is no exaggeration to say that we live in a service society. The development of science and technology has accelerated service competitiveness beyond product differences and the number of service employees has also been increasing steadily. In 2017, the Ministry of Employment and Labor of the Republic of Korea estimated 'the number of emotional workers in Korea from 5.6 million to 7.4 million, accounting for 31 to 41% of the total 18.26 million workers' [1] . However, there are also voices of concern about the negative effects of the rapid expansion of the service industry. As the adverse effects of emotional labor due to the development of the service industry have increased, emotional exhaustion, depression, suicide, conflict between family members and various social problems have been caused. The emotional labor of the American sociologist Arlie Russell Hochschild has emerged as an important topic throughout society. Hochschild defined emotions as a form of labor by commodifying personalized emotions, such as repressing their own emotions or expressing emotions different from real emotions and defined three common characteristics of emotional labor. First, you have to talk face to face with the customer or one to one. Second, it is necessary to create the emotional state of another person, such as feeling 'hospitality', 'satisfaction', and 'threat'. Third, through education and monitoring, employees should have some control over emotional activities [2] . Most service employee were forced to do emotional labor between customers who claim to be overly self-assertive and those who pursue only customer satisfaction service policies. In the Republic of Korea, when a law requiring the protection of emotional laborers is implemented, service employees are obliged to stop and protect their work if their clients are abused or assaulted. According to this law, corporations are obliged to take measures to protect emotional workers, institutionalize them to receive professional consulting, and prepare a manual for emotional workers protection. As the social interest and the will to improve are increased, the study on the constitutional factors of emotional labor and the influences and relatedness of each factor will help to solve the reality problem. The purpose of this study is to investigate the relationship between emotional labor and the influential factors of face-to-face service employees.
Theoretical Basis

Definition of Emotional Labor
Hochschild included the meaning of emotion management, feelings norm, and social exchange. In other words, emotional labor is a process of transition from individual control to organizational control in terms of emotional control, and norms of feelings that are controlled by self-judgment as a feeling norm are defined and given meaning at the formal level of the organization Control processes, and emotions exchanged through interpersonal relationships are transformed into social exchange relations by being controlled by the organization [3] . As the emotions are transformed into the dimension of labor, what they experience in the process of daily life in the individual dimension is recognized as an important factor influencing the performance and the attitude of the employees at the organizational level. The definition of emotional labor was viewed by Hochschild as an externally observable facial expression or the management of feelings to make gestures [2] . Since then, Ashforth and Humphreys have defined behavior with appropriate emotions and Morris and Feldman defined emotional labor as the degree of effort, planning, and control to express the emotions required by the organization [4, 5] . Based on these previous studies, emotional labor can be defined as an effort to comply with organizational or vocational expression rules and emotional expressions, emotional expressions, and emotional expressive rules to match emotional expressions(Grandey) [6] .
2.2.Dimension of emotional labor
Morris and Feldman (1996) perform their duties through face-to-face contact with customers and through voice in the character of emotional labor, and actively express emotions to influence other people's emotions, attitudes and behaviors. They stressed that the importance of emotional labor perceived by service employees is further emphasized in that they must comply with the prescribed rules in emotional expression. At the same time, their emotional work is divided into four components: frequency of emotional expression, required attention of norms of emotional expression norms, diversity of norms of emotional expression norms required, and emotional dissonance. However, in terms of emotional incompatibility, such as Morris and Feldman, emotional dissonance is viewed as a sub-factor of emotional labor, while Ashforth and Humphreys are perceived as emotional labor [4, 5] . Therefore, this study classified the frequency of emotional expression and the degree of emotional expression as sub components of emotional labor, and emotional dissonance was the result factor. The frequency of emotional expression is the area in which the most research has been done in multiple dimensions of emotional labor, and such interests include trust and respect with customers through the behavior of employees doing emotional labor and customers with emotional bonds such as a positive attitude start with the assumption that they want to continue their relationship with the company. Therefore, the more you define the appropriate emotional expressions required by customers at the job level and the more you comply with them, the better your business performance will be(Wharton and Erickson) [7] . A required mechanism will occur and try to increase the frequency of the prescribed emotional expressions. The attention level of emotional expression is the second component of emotional labor, and the higher the attention level of the required emotional expression norm, the more the employee will spend more effort and energy to comply with it. You will experience stronger psychological stress, ie emotional work. The degree of attention of the required norm of emotion expression can be distinguished again by the duration and intensity of emotion expression. The duration of emotional expression is the time required to interact with the customer, the longer the customer's emotional expression, the less effort and energy to follow the norms of emotional expression, and the emotional expression gets less and less regular rule. Also, the longer the duration, the more difficult it is to hide your actual emotions and thus the possibility of not following the norms of emotional expression(Smith) [8] . It causes workers to perceive high levels of emotional labor and to feel mental exhaustion (Cordes& Dougherty, 1993) [9] . The strength of emotion means the degree to which emotion is experienced and expressed, as the strength of emotion expression also has an important effect on emotional labor. The strength of emotional expression has a significant impact on changes in customer behavior and attitudes, as it causes fluctuations in the likelihood that the customer will be convinced by the strength of the employee's emotions (Frijda, Anthony, Sonnemans And Clore, 1992) [9] . Although the period and strength of emotional expression may be recognized as individual elements, they will be displayed as one factor when looking at conventional prior research. In other words, the longer the duration of the emotion, the greater the intensity, which means that the attention level of the required emotional expression may be converged(Rafaeli) [10] .
Research Model and Hypothesis
Research model
The research model ison the structural relationship between overload and conflict in customer service(OC), organizational surveillance and monitoring(SO), emotional display rules(ER), emotional dissonance(ED). Latent variables and study hypotheses related to research model is 'as shown in Figure 1 '.
Figure 1.Research Model
Research Hypothesis
The study hypothesis related to the impact of emotional labor on the emotional dissonance of face-to-face service employees is as follows:
H1: Overload and conflict in customer service will have a positive impact on emotional dissonance.
H2: Organizational surveillance and monitoring will have a positive impact on emotional dissonance.
H3: Overload and conflict in customer service will have a positive impact on emotional display rules.
H4: Organizational surveillance and monitoring will have a positive impact on the emotional display rules.
H5: Emotional display rules will mediate the relationship between overload and conflict in customer service, organizational surveillance and monitoring situation and emotional dissonance.
Operational Definition of Variables
The questionnaires used in this study consisted of each item for measuring latent variables. The subjects of this study were service employees who directly interact with customers. The questionnaire consists of 17 observational variables. Each survey item has a 4 -point Likert scale to eliminate the tendency to neutralize. The contents are as shown 'in Table 1 '. 
Result
As a result of confirmatory factor analysis, each latent variable can explain well the variance of the corresponding measurement variables. The final selected measurement variables and potential variables are 'as shown in Table 2 '. To test hypothesis of research model, checked fitness of structure equation model. As result, all criteria are confirmed to satisfied goodness of fit. The result of hypothesis testing is 'in Figure 2 ' and 'as shown in Table 3 '. In order to test the hypothesis 4 assuming the mediating role of emotional labor in the relationship between customer misbehavior and emotional disharmony, this study selected the mediator effect verification by the bootstrapping method. After verifying the statistical significance of the indirect effects, the bootstrapping was carried out using AMOS, and then the null hypothesis (ab = 0) was set assuming the absence of mediating effects, and the confidence interval was established by forming the distribution by bootstrapping. That is, if the upper limit and the lower limit do not include "0", it can be judged that there is mediating effect.
As a result of the distribution of indirect effects, the upper limit of the 95% confidence interval (C.I .: Confidence Interval) was 0.108 and the upper limit was 0.175. In other words, since zero was not included in the confidence interval, the null hypothesis was rejected, and Hypothesis 5 that there was an intermediary effect was adopted 'as shown in Table 4 '. 
Conclusion
This study is different from the previous studies in the following two point. First, this study deals with the importance of the impact on the overload and conflict in customer service and the organizational surveillance and monitoring that cause emotional dissonance. Second, the mediation effect of the emotional display rules is verified in the relation of the emotional dissonance and the overload and conflict in customer service. The study hypothesis related to the impact of emotional labor on the emotional dissonance of face-to-face service employees are as follows. First, the overload and conflict in customer service have a positive (+) effect on the emotional dissonance. Second, the organizational surveillance and monitoring have a positive (+) effect on the emotional dissonance. Third, the overload and conflict in customer service have a positive (+) effect on the emotional display rules. Fourth, the organizational surveillance and monitoring have a positive (+) effect on the emotional display rules. Fifth, the emotional display rules partially mediate the relationship between the overload and conflict in customer service and the emotional dissonance.However, in order to go further and consult more direct solutions, further research on job resource coordination factors should be continued. There is also a need to expand the study of non-face-to-face service employees.
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